Attachment B

 weaid uesieuty

1DqUIAON popUI

g fo kiviioag
[$835) ' 109§




STATE OF COLORADO
Department of State

1700 Broadway
Suite 250
Denver, CO 80250

Scott Gessler
Secretary of State

Gary Zimmerman
Chief of Staff

Main Number (303} 894-2200
Administration {303) 860-6900
Fax (303) 8B69-4860
TDIYTYY {303) 869-4847

Web Site: www.sos.state.co.us

November 1, 2012
Dear Coloradans,

This year my office prepared a new Strategic Plan using an updated format and methodology. The intent is to comply
with requirements set forth by the legislature, while also providing a plan that is understandable for lawmakers,

constituent groups, the public, and our employees. Our mission, vision, values, strategies, goals, objectives and metrics
must be transparent, so that you don’t need special knowledge or experience with my office to understand our actions.

This plan addresses major shortcomings in last vear’s plan. Previously, plans were created by a handful of senior
managers and did not integrate division, work-unit, and individual performance objectives and measurements, Our
new plan was created using an exhaustive and detailed process. Department employees first received a primer on
strategic planning. We created a Strategic Plan Work Group, representing every level and division on the organization
chart. After exploring many conceptual ideas the office held feedback sessions with all employees and external
advisory committees.

Owr plan lays out a beold vision for the future, At the same time, the office has made significant gains since last year’s
plan. The Business & Licensing Division rolled-out new web-based systems that allow for a better, faster, and cheaper
customer experience. A new e-Learning Platform now provides statewide training for our business, non-profit, and
county customers without the burden and expense of travel to Denver. We now have more registered voters than any
time in Colorado history—an accomplishment achieved with the help of a statewide media campaign and ground-
breaking technological innovation. Through process-improvement and technology, we have lowered many fees while
improving service levels. We have eight million customer interactions per year, and we believe our customers deserve
effective and efficient service. That way, they can focus on growth and prosperity-—not government regulation.

You may notice that our Strategic Plan declares “We serve the American Dream.” People interact with our office for
many reasons: starting or expanding a business, raising money to support charities, adopting a child, creating an issue
committee, or running for office. We recognize that our effectiveness can help or hinder these efforts.

Most of this document is forward-looking. The Strategic Plan encompasses the next three to five years, and the budget
covers the 2013/14 fiscal year.

Whatever your dream may be, we are here to help.

Sincerely,

Scott E. Gessler
Colorado Secretary of State

e~-mail: administration(gsos.state.co.ns
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November

TOTAL FUNDS

Administraticn

$ 9,022 579
 $4977973
513,529
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Prior Year Legislation

The following 2012 legislation impacts the functions of the Department of State.

SB 12-123 (Brown, Renfroe) Electronic filing system —
improvements — integration with other systems: authorizes
enhancements to the system, designation of commercial
registered agents and reporting entities anniversary month.

HB 12-1143 (Ferrandino, Steadman ) State reimbursement
to counties for ballot measure elections: adjusts the
reimbursement rates the state pays county governments for
costs associated with elections invelving statewide ballot
measures.

HB 12-1209 (Gardner, Carroll) Uniform Electronic Legal
Material Act: establishes procedures for the publication and
authentication of certain state legal material that is available
officially or exclusively through electronic media.

HB 12-1236 (Summers, Jahn) Regulation of Charitable
Solicitations: extends the current filing deadline for charities
annual reports by three months.

HB 12-1274 (Swerdfeger, Jahn) Regulation of Notaries Public:

this allows for the exchange of information between the
department of state and department of revenue’s systems used
to collect legal names, residential addresses and signatures of
all applicants for driver’s licenses and state identification cards.

HB 12-1292 (Murray, Heath) Technical modifications to laws

relating to the Administration of Elections: non-substantive
changes to clection laws, including altering and clarifying
elections-related deadlines; updating procedures in light of
modern election practices or technology. Repealing redundant
provisions; and recognizing the existence of more than two
major political parties.
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Hozt Issues

Continued

THE DEPARTMENT WAS AWARDED a $1.2 million grant from the
Deparement of Defense to INSTALL BALLOT-ON-DEMAND
PRINTERS IN EACH COUNTY FOR THE 2012 ELECTION. These
prineers guaranteed the tmely delivery of ballots to UOCAVA voters

as well as assist with other elections functions. Despite an incredibly
ambirtious schedule, every BOD printer was delivered and installed on
time for the counties to meet the 45-day deadline for UOCAVA mailings.
A handful of counties are even using the printers to print zll paper ballots

issued by the county.

DURING THE WEEK OF SEPTEMBER 190-14, the Department of State
sent postcards to 760,000 Coloradoans wha were eligible o vote but not
currently registered encouraging them to register to vote. This resulted in
35,000 new registrations through the online voter registration program in a
30-day period.

THE ABSTRACT PROJECT has seen a lot of progress as the application
architecture is complete and the database structure completed and data
loading is ongoing, the code development to input, organize and oueput
data is in progress and all reports required o generate the Abstract have

been specified and development is in progress .

IN SPRING 2012, THE DEPARTMENT LAUNCHED a pilot deployment
of Microsoft Dynamics CRM 1o improve our customer service capabilities.
We are using this system in three business units of the office and will
deploy it to all customer service units of che office starting in Januvary 2013,
This system allows us to focus on providing superior customer service and

identifying trends and urgent issues for rapid assessment and action.

WORKILOAD INDICATORS
ACTUAL ACTUAL ESTIMATED PROJECTED
FY10-11 FY11-12 FYi2-13 FY13-14
Number of business documents filed in paper format 9,856 1,855 1,602 1,500
ool s e
Z.S.:_oo,. m,ﬂ ﬁm_mujmmm calls to mcw._zmwm\tomﬂm_.:w call center 115,459 118,000 | 1 Awqwmo

“Number of rulemakings undertaken -

Number of active committees in the TRACER campaign finance filing system

117,682

1,142

1,142
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Statutory Authority

The statutory authority for the Department of State is found in Title 24, Article 21,
Colorado Revised Statutes (2012).

We serve the American Dream

Mission Statement Viston Statement
We believe ... growing commerce We serve you. .. by building trust,
and fostering political freedom by being mstilling confidence and offering

value driven, ethical and efficient. creative solutions
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services, It registers business names and organizations, trade names and trademarks,

administers the lobbyist program, licenses entities involved in charitable bingo/rattle
and publishes the Code of Colorado Regulations (CCR).

’

The Business and Licensing Division provides document filing, records management, information retrieval, and educational
and fles secured transactions records
and notary applications, making them, as well as other document filings, accessible to the public. This division also

registers charitable organizations,

_Business and Licensing

. e L

Hfice of the
SBaeratary of Biate
e DBFECTIVES
GOALS 2013
» Pevelop and improve E-Learning and enli
- (reate or revise externafly facing communication preducts
« increase stakehotder partnerships and collsborative processes

lication producs

Buitd cutreach opportunities and
refationships with stakehnlders

ksereass customer satisfaction
thnigh improved system usahility
and efficiency

+ Reduce turn-around-time for customer applications, ffings, and reporting

. « Reduce rejection rates in each progran

Enhance Division performance : 15 g

through employee development « Increase alignment and automation of division reports

and pracess improvement  Usilize process improvement tools to inczease the consistency
and quality of customer service

Butld credibility and poblic trust
throsgh acturate and transparent

o ! « Increase enfsrcement, auaiting, and accounting capadd
program adignistration * ¢ b g capacity

« Reduce non-carapiiant filing

We serve the American Dream

CRIFCTIVES

OBJECTIVES
2014 2015
- Establish and improve © « Refine E-Learning and

and consulting programs onfine prady

« Reduge tum-aiound-time for
customer applications, fifings,
ahd reparting

» Increase responsiveness
£ customers

« Decrease customer filing time

» Increase employee trahing
and development
opportunities to align with
evniving operational needs

- increase prograts capacity
and throughput

reparts, and other materinls

« ingrease program ransparency

We believe in... growing commerce #hd

fosbering potitical fraedom by baing
walne-driven, ethical snd efficiont.

W serve youby... bulldingteusd,

instiiing confidence and
pfaring creative solubions.
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The Information Technology (IT) Division provides technical and project management services, system
development, and support to programs administered by I'T and the other divisions of the Department.

AT

Diffige of the
Segretary of State

OBIECTIVES OBFECTIVES
GOALS 2013 2014
lmprove ayility, speed + Moderaization of Productien Environment - Plan for moving to leading saftware soligions
and gquality

« Futly cohesive T erganization
« Data used for prierity dedsions

- Unfied project execution across line of business

Minimize the work done by

+ Primary tasks by common form faciors
external users

= Improvernents thiough Business Sfidency Suite

OBIECTIVES
2015
» Bare minimum of tachnical debt
« Deliver the right thing fast

« Business Efficiency Suite fully realized

Webslievs in.., growing commeres and
fostyring political freedon by baing
vahug-driven, atbial and efficiont.

We arve you .., Building trust,
Istililng confidence and
sfferingorestive solutions, —l
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Goals, Objectives and Performance Measures

GOAL: Improve financial reporting and payment processing systems,

OBJECTIVE:

EVALUATION:

ACTIVITY:

ACTIVITY:

ACTIVITY:

PERFORMANCE
MEASURE:

Complete and upgrade credit card processing and financial systems by July 1, 2014—LEnhance effectiveness via financial
education of customer-facing employees—Fducate internal employees on financial rules and policies.

Reduce the number of credit card settlement days currently taking 2 to 5 days to 1 day or same day processing—Achieve
and mainrain 90% financial literacy of customer facing employee by June 2014—Reduce the number of person hours
required to complete the monthly /quarterly financial close by 80%.

Develop payment processing and financial system upgrade requirements document by October 1, 2013 and
execute by July 1, 2014.

Develop a financial training module and present to customer facing staff and all department employees by December 31, 2013.

Identify and implement processes within finance to reduce closing entries completed for monthly and quarterly close,

AoTAL ACTUAL | ESTIMATED | PROJECTED
BENCHMARK FY11-12 FY{12-13 FY13-14
Average number of days taking to settle Credit Card N/A 6

transactions

NA

Number of hours to process financial close

.mea.cnmﬁ_:.m,mqwmﬂ:m_ employess on Accointing Policies - |
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Goals, Objectives and Performance Measures

GOAL: Develop eLearning training program that adequately addresses and anticipates the needs of our customers.

OBJECTIVE: Increase the availability of eLearning courses and standardize information provided in trainings.

EVALUATION: Offer 5 additional courses to the public each fiscal year. Maintain a library of at least 10 pre-existing courses

ACTIVITY: Consult with program managers and subject matter experts to identify need for courses. Survey and evaluate users to
ensure satisfaction, benefit, and enhanced performance. Review and update courses on a regular basis to maintain
pre-existing courses.

PERFORMANCE ACTUAL
MEASURE: V1011 ACTUAL ESTIMATED | PROJECTED
BENCHMARK FY11-12 FY12-13 FY13-14

Courses offered to the public using eLearning platform 3 4 18 25
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Goals, Objectives and Performance Measures

GOAL: To improve services provided to Department of State customers.

OBJECTIVE: By FY13-14, reduce the number of rejected notary public commission applications by 10%.

EVALUATION: The department will evaluate its success through daily performance dashboards and periodic ad hoc reporting tools.
Continuous rejection rate monitoring will drive midstream adjustments while periodic comparisons between current rates,
histerical trends and initial estimated benchmarks will provide valuable feedback on progress toward our overall goal.

ACTIVITY: |  Improve the current online application system to allow acceptance of required documents for a notary public commission,
ACTIVITY: Pursue legislation that will eliminate dated requirements associated with signatures and usability.
PERFORMANCE ¢ ACTUAL
MEASURE: FY10-11 ACTUAL ESTIMATED | PROJECTED
n BENCHMARK FY11-12 FY12-13 FY13-14
Number of Notary Applications Filed 24,060 24,441 23,985 24,000
e 87es o 3e00
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Goals, Objectives and Performance Measures

GOAL: To improve services provided to Department of State customers.

OBJECTIVE: By FY 13-14, reduce the number of rejected bingo-raffle license applications by 14%.

EVALUATION: The department will evaluate its success through daily performance dashboards and periedic ad hoc reporting tools.
Continnous rejection rate monitoring will drive midstream adjustments while periodic comparisons between current rates,
histerical trends and initial estimared benchmarks will provide valuable feedback on progress toward our overall goal.

ACTIVITY: |  Through training, outreach and other communication efforts, educate potential applicants on the requirements for operating
. charitable gaming, prerequisites for licenses, and the application process.
ACTIVITY: Develop and implement an online filing system that will assist applicants in determining if they meet prerequisites for a
. license, as well as guide them step-by-step through the applicadon-filing process.
PERFORMANCE
MEASURE: , “.nr““_.%n_.m ESTIMATED PROJECTED
BENCHMARK
Nimber of Licensed Bingo Entities 1,274
Number of Bingo-raffle om“:wm.m rejected AT
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Goals, Objectives and Performance Measures

GOAL: To ensure the integrity of Colorado election results.

OBJECTIVE: @  Increase the number of counties using effective post-election audits to 100% by 2014 through the implementation of audit
procedures that minimize risk and assure accurate election results.

EVALUATION: |  The Departinent will use information on the success of the implementation of statewide audit procedures for the five
counties already in process. These procedures are being created and implemented on a smaller scale in currently with great
success. Rollout of the statewide implementation is set for this coming fiscal year.

ACTIVITY: Implement the audic procedures that minimize risk and assure accurate election results as outlined in a $230,000 grant
: awarded from the Election Assistance Commission,

ACTIVITY: Partner with six counties and a statistical expert on election auditing to test these procedures.
PERFORMANCE | CTUAL
MEASURE: \_.ur<._ 0-11 ACTUAL ESTIMATED PROJECTED
: BENCHMARK FY11-12 FY12-13 FY13-14

Number of counties utilizing risk-limiting post-election

audit procedures NA 3 5 64
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OBJECTIVE:

EVALUATION:

ACTIVITY:

PERFORMANCE
MEASURE:

o

Goals, Objectives and Performance Measures

GOAL: To ensure all users receive the knowledge necessary to utilize the statewide voter registration and election
managetnent system.

Provide technical and functional support and training to all election officials and staff required to use the statewide system to

maintain voter registration records and manage elections.

The Department will use the information to determine priority for trainings,

Tracking of every call and email received by the support team.

fielded by SCORE team

ACTUAL ACTUAL ACTUAL ESTIMATED PROJECTED
FYD9-10 FY10-11 FY11-12 FY12-13 FY13-14
Number of county support calls 13,082 10,576 23,424 12,000
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Goals, Objectives and Performance Measures

GOAL: To increase opportunities for military and overseas voters to receive an un-voted ballot early enough to vote and
return the ballot in time to be counted.

OBJECTIVE: | Increase the number of counties using the online ballot transmission program to 100% of counties with military and overseas
. voters by 2014
EVALUATION: The Department will review the voter and county user surveys to evaluate success of the 2012 program implementation.
The feedback will be used to identify system and process enhancements to make the program more voter-friendly and
efficient, and to increase independence from any vendor. Rollout of additional system funetionality is scheduled for the
coming fiscal year.
ACTIVITY: Provide training and support to the counties that have not fully implemented the program to assist them in coming
onboard by 2014,
ACTIVITY: Partner with expert county users and the vendor to identify and develop system functionality to continue to make it more
voter-friendly and administratively efficient.
PERFORMANCE ACTUAL
MEASURE: FY10-11 ESTIMATED ESTIMATED ESTIMATED
BENGHMARK FY11-12 FY12-13 FY13-14
Numbers of c.oc.:zmm providing UOCAVA online 5 53 56 62
ballot transmission
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Goals, Objectives and Performance Measures

GOAL: To reduce voter registration drive violations through education and training.

OBJECTIVE:

EVALUATION:

ACTIVITY:

PERFORMANCE
MEASURE:

The Department will decrease voter registration drive violattons by increasing voter registration drive training opportunities.

If the Department successfully trains voter registration drives, then the Department will issue fewer voter registration drive
fines. Years with Coordinated Elections will be compared {odd years), and years with general elections will be compared

{even years).

Voter registration drives are fined when they fail to register with the State Elections Division, and when they fail to deliver

voter registration forms to the clerk and recorder with the statutory timeframe.

drives

ACTUAL ACTUAL ACTUAL ESTIMATED | PROJECTED
FY09-10 FY10-11 FY11-12 FY12-13 FY13-14
Fines issued to voter registered $0 $3.750 $2.700 $13.125 $1.000
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Goals, Objectives and Performance Measures

GOAL: To provide online training opportunities accessible to all clerks and their staff without costly travel.

OBJECTIVE:

EVAILUATION:

ACTIVITY:

PERFORMANCE
MEASURE:

To provide training on a wide range of topics that county elections staff can access on demand.

The Department will conduct periodic surveys to evaluate the effectiveness of the courses. Evaluations will cover participant

satisfaction questions, as well as questions about counties changing or updating their procedures based on information

learned in the courses.

With the guidance of the Certification Advisory Board, create and maintain a catalog of basic elections topics.

ACTUAL
FY09-10

ACTUAL
FY10-11

ACTUAL
FYi11-12

ESTIMATED
FY12-13

PROJECTED

FY13-14

Number of online classes offered for
certification training
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Goals, Objectives and Performance Measures

GOAL: To Improve Agility, Speed, & Quality of the LT. Division.

OBJECTIVE: |  Toimprove our success in project delivery by modernizing our infrastructure, implementing a more agile development
:  methodology, and instituting formal project and portfolic management processes in the department.

EVALUATION: The department will evaluate these areas by tracking our infrastructure modernization projects and holding formal
collaborative reviews with program stakeholders in the agency. Success will be achieved when we can provide historical
reviews of actual versus estimated project achievements and predictively plan and deliver projects in line with
stakeholder expectations.

ACTIVITY: Regular project readouts on infrastructure modernization projects will be created and reviewed at quarterly meetings.
ACTIVITY: Formal project and portfolio reviews will be created and presented to senior management and program managers in the
agency. Executive management of the agency will set project priorities for the coming quarter and our delivery will be
monitored on an ongoing basis.
PERFORMANCE |
MEASURE: | ACTUAL ESTIMATED | PROJECTED
‘ FY11-12 FY12-13 FY13-14
: Percent completion for medernization of production office systems, 339 86% 100%

Windows and Unix!

Develop and institute formal process for quarterly project and portfolio
management of agency projects

N/A 100% 100%
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